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This report presents the results of our review of the Business Systems Modernization
(BSM) Quality Assurance (QA) function. The overall objective of this review was to
identify gaps between the existing BSM QA policies and procedures and best practice
QA policies and procedures.

In a previous review by the Treasury Inspector General for Tax Administration, we
determined that an independent BSM QA function with policies and procedures had not
been established.' Since that time, the Internal Revenue Service (IRS) has established
a BSM QA function with a solid set of policies and procedures. The BSM QA function
has also begun to conduct effective audits of BSM activities.

In summary, while much progress has been made, policies and procedures concerning
independence, planning, skills assessments, standards compliance, stakeholder
involvement, corrective action processing, and metrics could be enhanced to improve
future operations. During the review, we shared our results with the Associate
Commissioner, BSM, and the BSM QA Manager. Several actions were taken to
address the issues we raised; these actions are discussed throughout the report. For
actions that could not be completed during the time period of our review, we provided
detailed recommendations to assist the BSM QA function in continuously improving its
operations. These recommendations included initiating and documenting an

! Significant Risks Need to Be Addressed to Ensure Adequate Oversight of the Systems Modernization Effort
(Reference Number 2000-20-099, dated June 2000).



independent path to staff, plan, execute, and report on the status of Business Systems
Modernization Office processes and products, enhancing existing QA policies and
procedures, and improving BSM QA performance metrics.

Management’s Response: The Deputy Commissioner for Modernization & Chief
Information Officer generally agreed with our recommendations and is taking
appropriate corrective actions to further improve BSM QA procedures. These actions
include assessing the appropriateness of including an escalation process in the BSM
QA procedures and revising the procedures as necessary, enhancing audit and
corrective action procedures, and developing a metrics methodology. We agree that
these actions are a good start toward improving the independence and operations of the
BSM QA function. Management’s complete response to the draft report is included as
Appendix V.

Copies of this report are also being sent to the IRS managers affected by the report
recommendations. Please contact me at (202) 622-6510 if you have questions or
Gary V. Hinkle, Acting Assistant Inspector General for Audit (Information Systems
Programs), at (202) 927-7291.
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Background

In 1998, the Internal Revenue Service (IRS) initiated the
Business Systems Modernization (BSM) program to
modernize its outdated computer systems and related
information technology. The BSM program is one of the
most complex and expensive efforts ever undertaken by the
IRS.

In Fiscal Year (FY) 2000, the Treasury Inspector General
for Tax Administration (TIGTA) performed the first in a
series of audits to evaluate the IRS’ oversight of the new
BSM effort.! The review included an assessment of the
BSM Quality Assurance (QA) function. As a result of the
audit, we recommended that the IRS establish an
independent QA function that reported directly to the IRS
Chief Information Officer (CIO). We also recommended
that the IRS finalize and fully implement QA policies and
procedures.

Since the completion of our first audit, the IRS has
established a BSM QA function, whose mission is to
provide BSM senior management with confidence that the
products being built and services being provided for all
modernization activities are produced by repeatable,
standardized, and effective processes and conform to
applicable contractual, program, and project requirements.
The BSM QA function conducts audits of the Business
Systems Modernization Office (BSMO)? organizational
units, the PRIME? Quality Management Office, the TRW*
QA organization, and other contractor program functions
and projects.

Our audit was conducted at the IRS National Headquarters
in Washington, D.C., between June and November 2002 in

! Significant Risks Need to Be Addressed to Ensure Adequate Oversight
of the Systems Modernization Effort (Reference Number 2000-20-099,
dated June 2000).

% The IRS created the BSMO to oversee the BSM effort.

® The PRIME contractor and integrator for BSM is Computer Sciences
Corporation, which heads an alliance of leading technology companies
that provide assistance to the IRS.

* The TRW Corporation is responsible for developing certain
finance-related BSM projects.
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An Effective Business Systems
Modernization Quality Assurance
Organization Has Been
Established

accordance with Government Auditing Standards. Detailed
information on our audit objective, scope, and methodology
is presented in Appendix I. Major contributors to the report
are listed in Appendix II.

The IRS has established an effective BSM QA organization
by creating a set of policies and procedures, hiring staff to
perform QA activities, conducting effective audits, and
enlisting the MITRE Corporation® to provide an independent
review of BSM QA operations.

Policies and procedures for performing audits and other QA
activities were first established in June 2000 and have been
refined since that time. In addition, documentation of the
purpose and scope of the function has been established.

In March 2001, the BSMO hired the Dynamics Research
Corporation to begin conducting QA audits. Before that
time, the BSMO supplemented the BSM QA staff with
MITRE Corporation personnel. At the end of our audit
work, three IRS and seven Dynamics Research Corporation
employees were assigned to the BSM QA function.

Since March 2001, the BSM QA function has published five
audit reports dealing with a number of critical issues. These
audits included a review of the Integrated Master Schedule,®
the Process Asset Library” management process, the
acquisition management process, the PRIME Quality
Management Office, and the TRW QA organization. We
found that the reports raised significant issues and provided
important feedback for the areas under review.

The BSM QA function has also recognized the need to
continuously improve. During our review, the BSMO
tasked the MITRE Corporation to perform an independent
review of the BSM QA function to verify that the function

® The MITRE Corporation provides the IRS with specific expertise in
managing the systems modernization program.

® The Integrated Master Schedule is a collection of project schedules
that have been integrated to form a program view that represents project
dependencies.

" The Process Asset Library is a web-based repository that contains
systems life cycle process documentation.
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Enhancements Can Be Made to
Further Improve Quality
Assurance Policies and
Procedures

was performing activities according to policy, plans, and
procedures. The MITRE Corporation found that the BSM
QA function had generally adhered to policies and
procedures; however, some improvement opportunities were
noted.

Similar to the MITRE Corporation, we identified areas for
improvement. During our review, we compared BSM QA
policies and procedures to best practice audit procedures.
We communicated any areas for improvement to the
Associate Commissioner (AC), BSM, and BSM QA
Manager. Comments from the AC, BSM, and BSM QA
Manager are interspersed throughout the remainder of this
report.

The reporting level for the BSM QA function has
increased: however, further steps can be taken to
enhance independence

We previously recommended that the BSM QA function
report directly to the CIO. Currently, the BSM QA function
reports to the AC, BSM. The Government Auditing
Standards indicate that auditors *...should report the results
of their audits and be accountable to the head or deputy head
of the government entity and should be organizationally
located outside the staff or line management function of the
unit under audit.” While not designated as an internal audit
organization, the BSM QA function does perform audits of
the BSMO, which is headed by the AC, BSM. In this way,
the BSM QA function is similar to an internal audit
function.

Current policies and procedures indicate that the AC, BSM,
is responsible for: 1) ensuring adequate BSM QA staffing;
2) approving the BSM QA Plan; 3) approving BSM QA
policies and procedures; 4) receiving and reviewing status
reports; and 5) resolving untimely, unresolved, or
ineffective responses to QA reports. Since BSMO audits
are within the scope of BSM QA activities, some of these
activities might involve a conflict of interest for the

AC, BSM (who is directly responsible for BSMO
operations).
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The current AC, BSM, is considered a “champion” for the
BSM QA function; however, we believe that policies and
procedures should specifically articulate a clearer
independent path to staff, plan, execute, and report on the
status of BSMO processes and products should this situation
change. Without organizational independence, a future

AC, BSM, could eliminate (or not fully staff) the BSM QA
function, hold undue influence over BSM QA reporting, or
redirect QA resources away from audits of the BSMO.

The AC, BSM, indicated that he did not feel that increasing
the independence for the BSM QA function would improve
operations because the C1O would not have the time to
manage the BSM QA function properly and the focus
currently provided by the function would therefore suffer.
The AC, BSM, also indicated that he considered BSMO
audits to be only a small aspect of the BSM QA mission.

The BSM QA function should implement proactive,
risk-based planning

The Control Objectives for Information and Related
Technology? suggests critical success factors to look for
during an independent audit of an information technology
program. Two of these critical success factors are:

1) risk-based planning is used to identify business and
information technology activities for initial and cyclical
reviews, and 2) audits should be planned and conducted
proactively.

We determined that an informal planning process was being
used to determine priorities and to select the modernization
processes, programs, and projects to receive QA audit
coverage. Currently, the BSM QA Manager discusses the
priorities with the AC, BSM, and establishes a 6-month
rolling audit schedule. The BSM QA Manager and the

®The Control Objectives for Information and Related Technology is a
generally applicable and accepted standard for good information
technology security and control practices that provides a reference
framework for management, users, and information systems audit,
control, and security practitioners.

Page 4



The Business Systems Modernization Quality Assurance Function
Has Established a Solid Set of Policies and Procedures That Can Be
Further Enhanced

AC, BSM, meet frequently to discuss program status and
priorities and to make revisions to the QA audit schedule.

Without a formal risk-based planning process, the BSM QA
function may not be reviewing BSM processes, programs,
and projects with the highest risks and priorities. Using
informal methods to identify priorities and establish the
audit schedule could allow significant risks in critical BSM
activities to go undiscovered. The MITRE Corporation’s
recently completed independent review of the BSM QA
function supports the need for a formal, proactive,
risk-based planning process.

To assist in the effort to improve proactive, risk-based
planning, we provided the AC, BSM, with an example of a
risk-based planning model that could be used for planning
audits. The AC, BSM, agreed that a more formal process
was needed and stated that he felt that risk-based planning
was being conducted; however, the method had not been
documented. We determined that not having a documented
risk-based planning method was due to the function’s
relatively early stage of development.

Management Action: The BSMO has identified
improvements to the QA planning process as a high-level
goal for FY 2003.

The BSM QA function should analyze current and
future skills needs

Human capital is defined by the National Academy of
Public Administration as the “identification of competencies
and skills ... needed to realize an organization’s mission and
operating goals.” According to the General Accounting
Office (GAO), acquiring and developing staffs whose size
and skills meet agency needs is one of the most pervasive
challenges now facing the Federal Government.’

During our review, the IRS and contractor employee
turnover rates were extremely high. According to the BSM
QA Manager, some of this turnover was to correct the skill

°® NASA Management Challenges: Human Capital and Other Critical
Areas Need to be Addressed (GAO-02-945T, dated July 2002).
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mix within the BSM QA function. In a changing
environment, it is important that needed skills are
documented so that current and future BSM QA and
contractor personnel can be assessed to determine if staff are
collectively qualified or need training. Without an analysis
of skill levels, the BSM QA function may not be able to
meet the Government Auditing Standards, which require
that audit teams collectively possess the knowledge and
skills needed to conduct an audit.

However, the BSM QA function had not assessed current
skill levels against needed skills. To assist in the effort to
improve QA human capital planning, we provided the

AC, BSM, and the BSM QA Manager with an example of a
model that could be used for assessing skills gaps. We
determined that not conducting detailed human capital
planning was due to the function’s relatively early stage of
development.

Management Action: The BSM QA Manager stated that she
had begun working on general and specific competencies
needed within the BSM QA program and had developed a
proposed training plan. This action is in addition to human
capital actions being taken at the Modernization,
Information Technology and Security (MITS) Services level
of the IRS.

Both the TIGTA and the GAO have reported weaknesses
regarding human capital planning within the BSMO.*
According to the IRS, the MITS Services organization will
be establishing a MITS Services-wide skills inventory. The
MITS Services organization has also created a human
factors life cycle and conducted interviews with its
executives to determine current and future skills gaps.

19 Significant Risks Need to Be Addressed to Ensure Adequate Oversight
of the Systems Modernization Effort (Reference Number 2000-20-099,
dated June 2000); and Business Systems Modernization: IRS Needs To
Better Balance Management Capacity with Systems Acquisition
Workload (GAO-02-356, dated February 2002).
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Since there is an outstanding recommendation to improve
human capital planning, we are not making any additional
recommendations at this time.

The BSM QA function should plan and execute audits
using a recognized, professional standard

The Government Auditing Standards require a reference in
each audit report to the standard being used for conducting
the audit. The audit plans prepared by the BSM QA
function did not include a reference to a recognized
professional standard that would be followed. Also, only
three of the five audit reports we reviewed included a
reference to a professional standard.

Without following a recognized professional standard,
audits may not be conducted uniformly and may not be
comparable. We determined that a professional standard
was not included in the QA documentation due to the
function’s relatively early stage of development.

Audit communications during fieldwork should be
improved

The Government Auditing Standards require that audit
results be reported timely. In our opinion, interim reporting
to those being audited helps ensure conformity with this
standard.

The BSM QA procedures require communication during
various phases of the audit, including planning, preparation,
performance, and reporting. However, this contact does not
include status reporting during fieldwork with anyone other
than BSM QA management.

In the absence of such interim reporting, there can be greater
difficulty in reaching agreements, as well as a tendency to
receive negative feedback from those being audited.
Incorporating such status reporting during fieldwork could
result in corrective actions being taken timelier, as well as
the receipt of more timely input from those being audited.

After we discussed this issue with the AC, BSM, and the
BSM QA Manager, the BSM QA Manager stated that the
function had worked hard on improving communications
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during planning and reporting. However, it now needed to
focus on improving communications during audit fieldwork.

Management Action: The BSM QA Manager indicated that
more frequent status briefings have already been initiated in
a current audit and that procedures would be revised in the
future.

Corrective action processing procedures can be
improved

The BSM QA function performs process audits to determine
if processes conform to applicable plans, standards,
procedures, and requirements. When the audit team
identifies findings or observations during the review, they
are reported in either Corrective Action Reports (CAR) or
Improvement Opportunity reports. CARs are issued for
findings, while Improvement Opportunity reports are issued
for observations. The BSM QA procedures define findings
as non-adherence to a standard and observations as
improvements to existing processes or documentation

(e.g., procedures which are out-of-date, incomplete, unclear,
or confusing).

The BSM QA contractor is required to monitor and validate
that corrective actions have been taken. In addition, BSM
QA procedures require that priorities be assigned to the
corrective actions. We determined that procedures could be
improved in both of these areas.

Procedures for assigning priorities can be improved

We reviewed a judgmental sample of eight CARs and found
that the lowest priority was improperly assigned to six of the
CARs. Although the procedures list the priorities and the
elements that make up the priorities, the procedures do not
provide a formal method for assigning the priorities to
individual CARs. The six CARs that were assigned the
lowest priority included findings such as modernization
products could be delivered with unresolved quality issues,
the PRIME Quality Management Office was not sufficiently
independent, and not all program and project QA activities
were being performed.

Page 8



The Business Systems Modernization Quality Assurance Function
Has Established a Solid Set of Policies and Procedures That Can Be
Further Enhanced

The BSM QA Manager explained that the CAR procedures
were outdated and did not apply when the CARs were first
generated. Therefore, the BSM QA function did not use the
procedures to assign priorities. Instead, the priorities were
informally assigned to the CARs (i.e., no reasons were
documented explaining why a particular priority was
assigned). Without appropriate priorities being assigned,
corrective actions may not receive appropriate priority
attention or visibility.

Management Action: The BSM QA Manager stated that a
follow-up audit of the PRIME Quality Management Office
has been initiated to review the corrective actions taken on
the CARs, including the six CARs that were identified as
having an inappropriate priority rating.

The BSM QA Manager also indicated that revisions to the
verification and validation procedures have been drafted,
including a method of assigning priorities to corrective
actions.

Corrective actions were closed before they were verified
and validated

We reviewed a judgmental sample of eight CARs and one
Improvement Opportunity report and found that the
corrective actions in six of the CARs were not verified and
validated. Although the six CARs were closed, the BSM
QA function did not obtain sufficient evidence that the
corrective actions had been completed prior to closure. The
unresolved issues in these six CARs include potential
quality defects in delivered modernization products and
programs or projects that the PRIME Quality Management
Office had never audited.

These issues were identified because the BSM QA
corrective action verification and validation processes are
still maturing. For example, we noted that the procedures
did not require the creation of a follow-up audit or
monitoring plan to ensure that corrective actions were
completed. Without an adequate follow-up process, the
BSM QA function has no assurance that the problems
identified in the CARs have been corrected.
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Management Action: The BSM QA function initiated a
follow-up review of the PRIME Quality Management
Office. The audit will include a review of the status of prior
corrective actions. The BSM QA Manager also indicated
that revisions to the verification and validation procedures
have been drafted. The procedures will include definitive
guidance on developing appropriate issue (or finding)
statements, setting a timeline for completion of the
corrective actions, and preparing follow-up and monitoring
plans as appropriate.

Measuring the performance of the OA program could be
improved

The BSM QA procedures require that metrics be developed
and captured to assist in achieving QA objectives and
measuring the effectiveness of the QA program. The QA
procedures include quality goals and objectives and contain
the metrics to be captured and analyzed. The Control
Obijectives for Information and Related Technology
suggests that an effective QA system should include
well-defined, measurable quality standards. Also, the
system should contain key goal indicators to measure the
effectiveness of the QA program, such as increased
customer satisfaction with services rendered.

Our review showed that the BSM QA measurement process
is still maturing. Although QA metrics were defined in the
QA procedures and some metrics were captured, procedures
for the selection and use of metrics need to be improved.
We noted that metrics to determine the effectiveness of the
BSM QA function had not been established, standards had
not been developed to analyze against actual metrics, and
metrics were not consistently captured and analyzed. We
also noted that certain metrics were being captured that
could be counter-productive due to their focus on quantity
versus quality.

Without a good measurement process, IRS management
cannot ensure an effective and efficient BSM QA function is
in place. To assist in the effort to improve the QA metric
program, we provided the AC, BSM, and BSM QA
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Manager with examples of best practices metrics that could
be used for QA activities.

Management Action: The BSMO has identified developing
QA measures as a high-level goal for FY 2003.

Recommendations

To ensure that the BSM QA function continues to improve,
we recommend that the BSM QA Manager:

1. Initiate and document an independent path to staff, plan,
execute, and report on the status of BSMO processes
and products.

Management’s Response: The BSMO QA Office will
assess the appropriateness of including an escalation process
in the BSM QA procedures and revise the procedures as
necessary.

Office of Audit Comment: We agree that this action is a
good start toward improving the independence of the BSM
QA function.

2. Enhance existing QA policies and procedures.

a. Select and document a recognized professional audit
standard that is followed when planning, executing,
and reporting audits.

b. Institute and document an interim reporting process
to interested stakeholders (e.g., those being audited)
during fieldwork.

c. Develop, implement, and document a formal
risk-based planning process to select modernization
processes, programs, and projects for coverage.

d. Revise procedures to include a methodology for
assigning priorities to the corrective actions.

e. Require follow-up audit plans and monitoring plans
be developed to guide verification and validation
activities.
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f. Require meetings be held with those responsible for
taking corrective actions to reach agreement on what
corrective actions will be implemented and when the
implementation should be completed.

Management’s Response: The Deputy Commissioner for
Modernization & CIO agreed with the recommendation and
plans to enhance audit and corrective action procedures.

3. Improve BSM QA performance metrics.

a. Develop standards to analyze against the actual
metrics to measure the progress in achieving goals
and objectives.

b. Develop a procedure and methodology for uniformly
selecting, capturing, analyzing, and using metrics.

c. Incorporate best practice metrics into the QA
procedures.

d. Remove or minimize metrics that focus strictly on
capturing numbers because they may be
counter-productive.

Management’s Response: The Deputy Commissioner for
Modernization & CIO agreed with the recommendation and
plans to develop a metrics methodology.

Page 12



The Business Systems Modernization Quality Assurance Function
Has Established a Solid Set of Policies and Procedures That Can Be
Further Enhanced

Appendix |

Detailed Objective, Scope, and Methodology

The overall objective of this review was to identify gaps between the existing Business Systems
Modernization (BSM) Quality Assurance (QA) policies and procedures and best practice QA
policies and procedures. To accomplish our objective, we determined if any gaps existed
between best practice QA policies and procedures and current BSM QA policies and procedures
and evaluated any ongoing improvement or corrective actions being taken in the following areas:

Independence.

Planning.

Metrics and Management Information Systems.
Standards Compliance.

Stakeholder Involvement.

Corrective Action Processing.

Skills/Training Needs.

G Mmoo w>
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Major Contributors to This Report

Scott Wilson, Assistant Inspector General for Audit (Information Systems Programs)

Gary V. Hinkle, Acting Assistant Inspector General for Audit (Information Systems Programs)
Scott Macfarlane, Director

Troy Paterson, Audit Manager
Ken Carlson, Senior Auditor

Paul Mitchell, Senior Auditor
Wallace Sims, Senior Auditor
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Associate Commissioner, Business Systems Modernization M:B

Page 15



The Business Systems Modernization Quality Assurance Function
Has Established a Solid Set of Policies and Procedures That Can Be
Further Enhanced

Appendix IV

Management’s Response to the Draft Report

DEFARTMENT OF THE TREASLIRY
IHNTERNAL NEVEHUE FERMYICE
WARHINGTOM, D.C. ESZEL

Te COwHidSiOMES

FER 18 2008

ME MO FAMDURM

FROHA;

pulriﬂm'nnudwfm Modermization &
Chiaf Information Officer

SUBJECT: Draft Audit Feport: Tha Business Systems Modamiration Quality
Assurance Function Has Eslablished a Solid Set of Policies and
Procedunes That Can Bae Furthaer Enhanced (Audit # 200220017}

e are vary pleased that your audit work confirms the improvemants wa have mads 1o
Ihe policias and procaduras of the Businass Systams Modesmizaticn (BSM) ﬂ‘l.lllﬂ‘jl'
Assuranoco (QA) Office. iImproving servios o axgpayers s one of the primary goala of
tha IAS modermication program. The B5M pragram is one of the largest modemization
programs n the Federal govermmant. it is, therefore, a complex, dymame, and
chalianging afan.

The BSM Cuality Assuranoe Offion (BSM OA) plays a key role in ensuring that the
FRIME cantractor and siher modamization vendors are mealing their guality
marsagamant objoctives in developing modomized systams. Wa are plaasod wilth your
audil work, the open communication, and the constructive engagement your toam used
throughout the audit. Wae are encouraged by your recognition that wa have established
a solid and effective BSM QA organization. We also recognize that further
snflancamanta ang neaaded,

Thi ability 19 manags and procun modemized syslams of this magnituds is crtical
1o ensure the suooess of the BESM program. Recently, five core BEM projects
achisved a Levsl 2 rating by the Sollwars Enginesdng Instibute IEEJ} ana
univarsally accapted Softwane Acquisition Capability Maturity Modoel [Sh AR
scale. SEI's modsl s accapied worldwide as a basl practice in software asqguisition
ranagemant, The Laval 2 designation indicates that the BSM organization has &
sat of repeatable, disciplined managemant processoes thal increases ho probakbiliy
of pur modemiZation program's sucoess. We ang he first civiban agansy and the
first multi-system program o achieve Level 2 (and ocne of only a handiul worldwide).

Im the arca of planning, melrics and &killa assessment, we ane already idontifying the
sandards against which wa will bulld the QA policies and procedunes, In addition, we
are embedding continuous process improvament plans for ihe program 1o ensure these
policks and procedures eflect the needs of the program.
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Ohur plan for FY 2003 and beyond is extramaly challenging. it will reguire all aur
commiment and dedication, and your continued asskstance 1o defver the modernized
systoms of tha tuturo for Amarica’s tEgpayars.

Armachad are responsss 1o your individual recommiendations. W you have any
gueshang, please CORLBCT mo al (202) 622-6800, or Fred Foman, Associala
CDommigsioner lor Business Sysiams Modemization, at (202) 622-3378.

ATimc et
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Draft Ausdit Repodt - Thia Businass Systems Modemization Cuality Assurancs Fumobon
Has Established a SEolid Sat of Policias and Frocadures That Can Be Further Enhanced
[Mudif & 20020097T)

Ter mnmurs that the BEM OA function continues o Improve, we rocomdyiend
that thae BEM OA Monagar:

REocommandation Na, 1:; Initiste and documesnt an independent path 0o stalf,
plan, axocule, and Meport on e siaius of BEMD procasass and prodocis

Anaasamant of Causs{a): Tha AC, BEM, indicatesd (hai he did not fesl (hat
ineraagRing tha indapandanca for thea BEM OA funclion would improve opseastions
Bocausa tha CHD would nol have thae e (o manego the BEM OA functio
propery, and the focus curmsntly proveded by ths funotion swoukd theralons sufMae
The AC, BSMM, alss indicated thal ho consicdonsd BESMO audits bo o only o sl
ampact of tha BEM OB milssion.

Corrective Actien Na. 1 Tha BEMO Quality Assurancs Ofice will ospess the

apgropriatonass of including an escalalion process in the Ouality Assuransi
procedunes and mevies fhe procedures as ecessary.

Implamaentathon Dato: Sopiombar 20, 2003

Rosponaible COfficial: Agacciale Commissionss for Business Systoms
Fle=tdairmizmlesan

Rocommandation Mo, 2 Enhanos exisling 06 policks and procecdunss

a. Seloot and documant an audit standard that is followed whan planning.,
moscyting. and reporting aasdibs.

b.  Instivie and docurnent an inberm repoting process o intesestsd stakahokdens
(=g, Thoss baing audited ] during febdwork.

. Develop, implement, and Socuwmant @ formal risk-basad planning procass o
splec] modemization procasass. rograms. and projects. (o5 Goverags.

d Reviss procedurss o incheds o methedology for assigning prioritees to tha
Crwraclivn aclions,

i, Resguing follow-wup audil plans and monitoring plans be developed o guide
wafificabion and validaliomn activilEes.

. Faguire mestings be held with those responsible Tor taking conmeclive aciions
o reach agresment on what cormectve actions will be mplemented and whion
e irm plamantation should b compleded,

Assessment of Cause (8): L was dotormmined thal nol havirsg & o Borrmel
process for O policies and procederes, such as plamming. emascuing and ropoing
smudits; @ chocusmantad risk-basad planning mathod; and procedures on o
methodology for assignéng and monitoring corneclive Sclions, was due o he 04
funciion’s relative sarfy stage of devesloprmesnt
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The Business Systems Modernization Quality Assurance Function
Has Established a Solid Set of Policies and Procedures That Can Be

Further Enhanced

.

Sl B I avpamrk Acicdibtinna] mprovemsnis srn Maedod @n e Bnp e st sl
rirem-Taned Conirasting to Musliness Syatoams Mol nkdaison Proje s
F 00T A0S

Corrective Action Na. 2: Wa agras wilh this schorn, The BESM Cualiby Assuranoe
(DA anganizathon & anhancing he audil and he cormecieg Sclice procesdures and
dowsloping the procodurss with o risk-basoed planning process.

Irmplarmaeniation ate: Saplamiser 30, 2003

Rosponsible Official- Apsociate Commessioner for Businoss Sysiems
Mosternization
Racommuandation Me 3 Iimprove BEM OA parfformaness mslries,

A Develop atandards 1o analyFe againal the scual rmetrics o measure o
PIOQress @ achieving goals and obseciives.

b, Davalop a proecadune and mathosdology for uniformily selaclng, capturing
o nalyzing. and using moirios.
. Ircorpeoraibe boest practice metncs info ihe & procoduras

d. Remove or mEEmize metrics ihat focus simcily on captaring numbssrs becissse
ihay My e cownler-prductise.

Anmansimaenl of Caikie (&) 1 was dataimined el e fal having s comygskets SR
2h merasurement process methodolsgy in place was dua bo ihe O& eeclion’'s
relatae ooty siage of developmand

Corrective Action Mo 31 We agroe wilhi this acton. Tha BERO Ouality
Assuranos motrics methodology and procedures will bo dovoloped and
Inconporated inbo the SO WA procedurnes.,

Implemoniaticn Date; Sapbambeer 30, F0O03

Rasponsible OMiclal: Associabe Commissionor Tor Businoss Syalams
Mocesrmization
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